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Sound Test

We are testing sound at this time.
If you cannot hear the sound test, please 
check the volume on your speakers or 
listening device. 

If you continue to have problems, a 
recorded webinar will be placed on the 
Ohio Department of Medicaid’s website



This presentation is intended solely for non-
agency providers and agency providers that 

are using the Sandata Electronic Visit 
Verification (EVV) system, provided by the 

state, to record visits. Agency providers using 
an alternate vendor for visit capture and 

management need to make all edits in their 
Alternate EVV system.



Agenda

• Terms and Definitions 
• Visit Maintenance Filter and Sort
• Visit Review Grid
• Resolving Visit Exceptions
• Resources
• Questions 



Terms and Definitions 



Terms and Definitions

Visit Maintenance: The module within Sandata EVV where visits can be 
edited and managed

Agency Provider: An entity that provides care to an individual and 
records services using EVV

Non-Agency Provider: An individual provider who provides care and 
records services using EVV



Terms and Definitions

Sandata EVV Portal: The online portal used by agency and non-agency 
providers to manage Sandata EVV visits and records 

Sandata Mobile Connect (SMC): Sandata’s mobile visit verification option; 
an application that can be downloaded onto a personal smart device or run 
on a Sandata EVV device 

Exception: A notification on a visit in the EVV portal that tells a provider 
that there is something they need to review on the visit



Terms and Definitions

Client: An individual who receives services subject to EVV requirements

Employee: The person who provided care during the visit

User: A person with a unique login and password to the Sandata EVV 
portal



Visit Maintenance Filter and Sort 



Visit Maintenance Filter and Sort

You can use the filter and sort options to search for specific visits
• For example, if a caregiver is unable to call out on a specific day, 

you can look for just that one day using the filter and sort options 

Reminder: Visit Maintenance is only available to users of the EVV portal 



Filter and Sort– Date Range 

In the date range field: 
• Type the date in MM/DD/YYYY 

format, or 

• Click on the blue calendar icon for 
an interactive calendar

• If the Date Range filters are not 
changed, only visits logged for the 
current date will appear



Filter and Sort – Optional Filters

These filters are optional, and can be left blank



Filter and Sort – Optional Filters

While certain filters are not required, they can be used to search for a 
specific visit or set of visits: 

• Client (Last Name, First Name)
• Employee (Last Name, First Name)
• Payer 
• Program 
• Service
• Category
• Client Medicaid ID number 



Filter and Sort – Visit Status

The default selection for the Visit Status filter is “Select Visit Status.” 
This means all visit statuses will be included in your search if you do 
not define just one for which to search.  



Filter and Sort – Visit Status
In Process: The visit is still occurring
*If a visit is not ended by a caregiver, the 
status of the visit will change to Incomplete 
after 24 hours.

Incomplete: The visit has missing 
information, or something needs the 
provider’s attention on the visit

Omit: The provider does not intend to 
bill for the visit, and they have marked it 
as “do not bill” in the EVV portal



Filter and Sort – Visit Status

Verified: The visit does not contain 
any exceptions 

Processed: The visit has been 
matched with a claim 



Filter and Sort – Filter Visits By

The default selection for Filter Visits By filter is “All Exceptions”



Filter and Sort – Filter Visits By

All Exceptions: Show only visits with 
missing or inaccurate information 

Exception Types: Show only visits 
that have specific missing or 
inaccurate information 

All Visits: Show all visits, including 
those with and without exceptions 



Filter and Sort – Filter Visits By

Select one or more exception types 
to filter results

For example, you search for only 
visits that are missing call ins and 
call outs



Filter and Sort – Advanced Filter Options

The advanced filter options are also optional, and can be left blank

Click SEARCH when you are ready to search for visits



Visit Review Grid



Visit Review Grid

This is the Visit Review Grid

Each row is one visit, and each column is a summary visit details  



Visit Review Grid 

You can change how many visits you see on a single page, and see the 
total number of visits based on your search



Visit Review Grid 

Use Show Display Options to change the columns in your Visit Grid



Visit Review Grid 

To save your display options and your filter and sort fields, click Save 
Settings under the Advanced Filter Options



Resolving Visit Exceptions



Visit Exceptions



Visit Exceptions

Missing Service – There is no service on the visit

Unauthorized Service – The service on the visit does not match the client 
record 

Unknown Client – There is no individual record information connected to 
the visit



Visit Exceptions

Unknown Employee – There is no caregiver record information connected 
to the visit (this is for agencies only) 

Missing Call In – There is no call in connected to the visit

Missing Call Out – There is no call out connected to the visit



Missing or Unauthorized Service



Missing or Unauthorized Service

1. On the navigation panel, click Data Entry, then click Clients

2. Search for the client record, then click the pencil icon next to the 
client’s name to open the record details

3. Note the payer, program, and service in the client record, or add if 
the data does not exist, and save the client record if changes were 
made



Missing or Unauthorized Service

Note: If the client record was modified to match the visit, you do not 
need to complete steps 4 and 5. The visit will refresh and clear the 
service exception. 

4. On the navigation panel, click Visit Maintenance, locate the visit, 
open the visit details, then click General

5. Modify the payer, program, and service to match the client record, 
enter a reason code, resolution code, and reason note (if required), 
then click Save 



Missing or Unauthorized Service

On the navigation panel, click Data Entry, then click Clients



Missing or Unauthorized Service

Search for the client record, then click the pencil icon next to the 
client’s name to open the record details



Missing or Unauthorized Service

Note the payer, program, and service in the client record, or add if the 
data does not exist, and save the client record if changes were made



Missing or Unauthorized Service

On the navigation panel, click Visit Maintenance, locate the visit, open 
the visit details, then click General



Missing or Unauthorized Service

On the navigation panel, click Visit Maintenance, locate the visit, open 
the visit details, then click General



Missing or Unauthorized Service

On the navigation panel, 
click Visit Maintenance, 
locate the visit, open the 
visit details, then click 
General



Missing or Unauthorized Service

Modify the payer, program, and service to match the client record, enter a 
reason code, resolution code, and reason note (if required), then click Save 



Unknown Client



Unknown Client 

1. In Sandata EVV Visit Maintenance, click on the visit to open the 
visit details popup, then click Client

2. Use one or more fields to search for the client record

3. Click the radio button next to the client record that you would like 
to add to the visit.

4. Enter a reason code, resolution code, and reason note (if required)

5. Click Save



Unknown Client 

Note: If the client record has not been created, all visits will show an 
unknown client exception. If this is happening in your system, click 
Data Entry > Clients , then click Create Client in the upper right-hand 
corner of the screen. 



Unknown Client 

In Sandata EVV Visit Maintenance, click on the visit to open the visit 
details popup, then click Client



Unknown Client 

Use one or more fields to search for the client record

NOTE: You may also leave these fields blank and click Search to see a 
list of all clients in your EVV portal 



Unknown Client 

Click the radio button next to the client record that you would like to 
add to the visit



Unknown Client 

Enter a reason code, resolution code, and reason note (if required), 
then click Save



Unknown Employee



Unknown Employee 

1. In Sandata EVV Visit Maintenance, click on the visit to open the 
visit details popup, then click Employee

2. Use one or more fields to search for the employee record

3. Click the radio button next to the employee record that you would 
like to add to the visit

4. Enter a reason code, resolution code, and reason note (if required). 

5. Click Save



Unknown Employee 

Note: If the employee record has not been created, all visits will show 
an unknown client exception. If this is happening in your system, click 
Data Entry > Employees, then click Create Employee in the upper 
right-hand corner of the screen. 



Unknown Employee 

In Sandata EVV Visit Maintenance, click on the visit to open the visit 
details popup, then click Employee



Unknown Employee 

Use one or more fields to search for the employee record

NOTE: You may also leave these fields blank and click Search to see a 
list of all employees in your EVV portal. 



Unknown Employee 

Click the radio button next to the employee record that you would like 
to add to the visit



Unknown Employee 

Enter a reason code, resolution code, and reason note (if required), 
then click Save



Adding Missing Calls



Adding Missing Calls – Call In/Call Out

If a visit is missing a beginning time (Call In) or end time (Call Out), 
then the time will need to be added before the visit can be in a 
Verified status. 

• Visit without in-call 

• Visit without out-call



Adding Missing Calls – Call In/Call Out

1. In Sandata EVV Visit Maintenance, click on the visit to open the 
visit details popup, then click Call Log

2. Enter the missing date and time 

3. Enter a reason code, resolution code, and reason note (if required)

4. Click Save



Adding Missing Calls – Call In/Call Out

In Sandata EVV Visit Maintenance, click on the visit to open the visit 
details popup, then click Call Log



Adding Missing Calls – Call In/Call Out

Enter the missing date and time using the pop-up calendar, or enter the 
date, time, and service in the appropriate fields 



Adding Missing Calls – Call In/Call Out

Enter a reason code, resolution code, and reason note (if required), 
then click Add



Adding Missing Calls – Create Manual Call

If a visit occurs but is not recorded at all during the time of care, a manual 
call will need to be created in Sandata EVV.  To add a manual call: 

1. Click Create Call 
2. Select a client record, then click Next
3. Agencies only - select an employee record , then click Next
4. Add the start date, time, and service, then click Finish 
5. Search for the visit in visit maintenance and open the visit details
6. Add the call out time from the call log



Adding Missing Calls – Create Manual Call

Click Create Call



Adding Missing Calls – Create Manual Call

Select a client record, then click Next



Adding Missing Calls – Create Manual Call

Agencies only – select an employee record, then click Next



Adding Missing Calls – Create Manual Call

Add the start date, start time, and service, then click Finish



Adding Missing Calls – Complete Manual Call

In Sandata EVV Visit Maintenance, click on the visit to open the visit 
details popup, then click Call Log



Adding Missing Calls – Complete Manual Call

Enter the missing date, time, and service 



Adding Missing Calls – Complete Manual Call

Enter a reason code, resolution code, and reason note (if required), 
then click Add



Resources



Resources
Agency Provider Resources

• Agency EVV Training Manual 
https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Agency-Guide.pdf

• Agency EVV  Video Library
https://fast.wistia.net/embed/channel/vkywg2l6bp

Non-Agency Provider Resources
• Non-Agency EVV Training Manual

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Non-Agency-
Guide.pdf 

• Non-Agency EVV Video Library
https://fast.wistia.net/embed/channel/qkz324kz0p

*Please note: The videos in the EVV Video Libraries do not meet the training requirement for the EVV program. If 
you have a question about how to meet the training requirement, please reach out to the EVV Provider Hotline at 
855-805-3505

https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Agency-Guide.pdf
https://fast.wistia.net/embed/channel/vkywg2l6bp
https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Non-Agency-Guide.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Trainng/Phase3-Non-Agency-Guide.pdf


Resources

Provider 1-1 Session 
• https://go.oncehub.com/ODMEVVHelp

https://go.oncehub.com/ODMEVVHelp


Questions



Reach Out with Questions or Issues 
EVV Provider Hotline: 

For help with a device or the EVV Portal, call 855-805-3505 or email 
ODMCustomerCareEmail@sandata.com

Hours of Operation: 
Mon-Fri, 7am-8pm
Sat-Sun, 9am-5pm

ODM EVV Team: 

For general EVV questions, email ODMEVV@Sandata.com or leave a voicemail at 614-705-1082 

ODM Provider Assistance Hotline: 

For help with changing contact information in MITS or claims questions call 800-686-1516 

mailto:ODMCustomerCareEmail@sandata.com
mailto:ODMEVV@Sandata.com

